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Presentation Overview 

• A quick review of some strategies and ways of 
reimagining credit helped a Fortune 500 Company 
improve A/R’s by 4.3 days and also earned the 
presenter a President’s Forum Award 
 

• A brief discussion on why customer credit problems 
are truly customer service issues and should be 
escalated and managed in different ways than many 
credit professionals have handled in the past  



Presentation Overview 

• How credit positions are changing in scope and 
expectations, including a first person glimpse at 
how and why a “Credit and Collections Manager” 
position was reimagined and changed to a 
“Manager of Client Financial Services” in one year 

 
• An examination of some process management 

solutions to help you improve your job and your 
department to more effective, profits, A/R 
performance including principles of deconstructing 
your current credit philosophy, goals and tasks  
 
 



Presentation Overview 

• A discussion on proactive and customer-centric best 
practices reimagined that will accelerate cash flow 
and could increase your company profits in 2017 
 

• An explanation of some new emerging trends and 
technologies that may change your job and your life 

  
• A brief discussion new strategies and metrics of 

customer satisfaction that will allow you to reimagine 
and fine-tune your specific company requirements 
toward greater profits and success 

  



Change 



Genesis of Presentation 



  Genesis of Presentation 

Innovate 

 Or  

Evaporate 



Change Is A Business Constant 

But Change Will Occur! 



Genesis of Presentation 

 Membership In Silo Busters Innovation Group 

 2016 A.L.A. National Conference Presentation 

 2016 Presentation To NACM Law Forum 

 2017 Nomination For A.L.A. IDEA Award 



Presentation Overview 



Example of Reimagined Credit 

 New Director Of Credit 

 Company That Was In Growth/Acquisition Mode 

 Largest Acquisition In History Of Company 

 Cost Of Capital Was An Issue 

 Status Quo Was Not Enough 

 



Reimagined Credit Department 

 Tracking Of Payment Patterns Through Oracle 
And D&B 

 Prospecting New Credit Approved Clients 

 Hard Cut-off At 60 Days, Changed Aging Buckets 

 Monday Service Alert To Management / Sales 

 Changed Our Language 

 



Reimagined Credit Department 

 Client Service Calls On All Large Invoices 

 ACH Push 

 Credit Department Involvement In Customer 
Events 

 Credit Personnel Has To Spend 3 Days With Sales 

 Changes In Reporting 

 



Reimagined Credit Department 

 Analyze & Synch All Processes With Terms 

 Change The Rules On Aging Guidelines 

 Opened New Lines of Communication 

 Published Policies 

 Re-engineered Credit Application and other 
forms 

 



Reimagined Credit Department 

 Employee Development Plan and Career Track 

 Advancement Based on Experience, NACM 
classes, Mentorship, Online Instruction 

 

 

 



Genesis Of Change 



Genesis Of Change 



Genesis Of Change 





Customer Relationships Can Be Like 



Years To Grow but Moments To Destroy 



There Is A Fear In Sales… 



Mission 

Maximize 
Company Profits 

Minimize 
Company Risk 

Maintain A 
STRONG Cash 

Flow 

Manage 
Everything with 

World Class 
Customer Service 



The First Mission Statement 



Genesis Of Change 

Credit & 
Collections 
Manager Manager of Client 

Financial Services 



Why Change? 



Are We Correctly Understanding All 
Aspects Of The Customer Relationship? 



Are We Correctly Understanding All 
Aspects Of The Customer Relationship? 



Perception Becomes Reality 



Every Collection Problem Is A Customer 
Service Problem 



Every Collection Problem  

Is A Customer Service 

 Problem! 



Leveraging World Class Service In Credit 

Gateways 
to Success 



Does Your Company Check Credit On 
New Customers? 



Credit Checks 

Protect the Bank? 

Protect The Customer? 

Gateways To Success 



Great Documentation 

Complete Information 

Clear Payment Terms 

Collections Review With 
Customer  

Gateway To Success 



Call Prior 
To Sending 

Review of 
First Bill 

Gateway To Success 

Invoice Design                   

E-Billing Set-up 
With Clients 



Prior Call -Case Studies 

Days To Pay 

• Terms of 
30 Days 

No Calls 

• 67 Days 

Calls         

• 19 Days 



Gateway To Success 

Track For The First Payment First Payment Default 



Case Studies 

ABA Study D&B Study 

 OCC Study 



Gateway To Success 

Teach Sales To Value The 
Services You Provide To The 
Customer And Do Not Make 
Excuses For Them Not Paying 
Your Company.  Do Not 
Enable Your Customer To Pay 
Late. 



Gateway To Success 

           Train  and Educate All Parties 



Gateway To Success - Deconstruction 

           Train  and Educate All Parties 



Map Your Processes 



Map Your Processes 



Map Your Processes 









Look For Value Added Services 

 E-Billing Support 

Spreadsheet Magic 

 Report For The GC 

“Price is what you pay, 
Value is what you get.” 

                            Warren Buffet                             



The REST of the Story 



Customer First Initiative 





Does It Work? 



Results 



Every Collection Problem  

Is A Customer Service 

 Problem! 



What Is Your Story? 

Hopefully A Little 
of My Story….Can 
Help You Change 

Your Story 



Building and Growing Together 



Artificial Intelligence 



Artificial Intelligence 

What Does It Do?                           What Doesn’t It Do? 



New Tools & Technologies 

WordRake 

Pomodoro One 

Todoist 

Tiny Scanner 

Fiverr 

Internet of Things 

Machine Learning 



Change Is A Business Constant 

But Change Will Occur! 






